Abstract
Introduction
People used to treat workplace as rational environment, and suggest that employees shouldn't take their emotions into work. Therefore, researches of emotional problems in work had been neglected by OB researchers. Later, as the socio-economic development, more and more people were engaged in services industry. Their daily works need them to interact frequently with others face-to-face. Thus, emotional labor gradually became an important part of employees' daily work in services industry. In order to meet organizational requests, they need to perform emotions appropriately in work.
For example, Wal-mart is not only famous for its business, but also for its smile services. And Wal-mart has also established a Grievance Award, to reward employees who still maintain good attitude even under customers' harassment. However, not all organizations care about employees' emotional problems like Wal-mart. Most organizations has only concerned about reaching their goal. Studies have shown that employees will be stressful when they need to perform particular emotions (e.g., smile, passion) passively. For instance, police, teachers and sales employees are easily to feel emotional stress in work. Thus, emotional labor research has attracted the interest of many researchers.
There are a lot of studies about employees' emotional labor. Most of these studies were concerned about the outcomes of emotional labor (Ashforth & Humphrey, 1993; Pugliesi, 1999; Grandey, 2000; Glomb & Tews, 2004) . In recent years, the studies on the psychological mechanism of emotional labor are increasing ( Diefendorff, Croyle & Gosserandb,2005) . Exploring the mechanism is very important to understand emotional labor. Therefore, the current study was concerned with two topics: 1) Test the impact of emotional labor on burnout; 2) Explore the moderate effect of job commitment on the relationship between employees' emotional labor and burnout.
Literature Review

Emotional labor
Emotional labor, as a research topic, was first used by Hochschild(1983) to describe how individuals manage their emotions in order to achieve performance goals. Emotional labor exists widely within the human service industry, in which human interactions play an important role in work.
For some certain industry practitioners, such as sales staff, teachers, flight attendants and police officers, emotional labor is an integral part of their work, which may bring significant impact on individuals' psychological state and performance. Now emotional labor is generally defined as the effort, planning, and control needed to express organizationally desired emotion during interpersonal transactions (Morris & Feldman, 1996) . In Grandey's (2000) emotion regulation model, he paid attention to the way how employees use emotion regulation processes to accomplish emotional labor. Generally, employees can manage emotions to meet work role demands through two main processes-surface acting and deep acting Hochschild(1979 Hochschild( ,1983 . In surface acting, customers or clients always see the expressions that are mandated, even when the employee may feel differently (Grandey, 2000) . For example, employees may enhance or fake a smile when in a bad mood or interacting with a troublesome customer. Deep acting is the process of controlling internal thoughts and feelings to meet the mandated display rules ).
Emotional labor's impact on job burnout
There's no doubt that organizations may benefit from an employee's emotional labor. However, emotional labor has generaly consequences for employees, such as burnout and self-alienation (Hochschild,1983; Zapf, Vogt & Seifert., et al.,1999; Grandey,2000) . Job burnout may be one of the most determined consequences of emotional labor. Many previous studies have illustrated the positive relationship between emotional labor and job burnout (Cordes & Dougherty, 1993) . In another word, individuals in more emotionally demanding roles experience higher levels of burnout than workers in less emotionally demanding roles.
Job burnout is defined as "a syndrome of emotional exhaustion, depersonalization of others, and a feeling of reduced personal accomplishment" (Lee & Ashforth, 1990, p. 743) . Doubtlessly, within these three constructs, emotional exhaustion is the core of job burnout. There are two kinds of theories to explain the relationship between emotional labor and job burnout.
One is the action theory developed by Zapf(2002) . Action theory suggests that surface acting is a conventional activity, and need not many psychological resources. In contrast, deep acting needs to consume many psychological resources as it's an internal cognitive process. It means that employees who manage emotions through deep acting may experience higher levels of burnout.
The other is conservation of resources (COR) theory, which was developed by Hobfoll(1989 Hobfoll( ,1998 . The COR theory proposes that individuals seek to acquire and maintain resources. Stress is a response to an environment in which there is threat of a loss of resources, an actual loss in resources, or lack of an expected gain in resources. Hobfoll (1989) summarized four sorts of resources (objects, conditions, personal characteristics, and energies). Loss of these resources, or the threat of such a loss, may cause the experience of stress. In accordance with COR, surface acting will cost more psychological resources than deep acting, for the inconsistency between the emotional expressions and the internal feelings in surface acting. Thus, employees or clients who manage their emotions through surface acting may suffer more serious psychological conflict and higher levels of internal tension. Obviously, if someone experienced internal tension over time for using surface acting in work, he/she will be expected to experience burnout. However, deep acting might not relate to burnout because deep acting won't cause employees' internal tension. It may even relate to lower depersonalization and more personal accomplishment sometimes (Hochschild,1983; Brotheridge & Grandey, 2002) .
Since now, lots of studies have shown evidences supporting the standpoints of COR (Brotheridge & Grandey, 2002) . We also consider it be more reasonable to explain the relationship between emotional labor and burnout by the COR theory.
On the basis of this discussion, we predict the following: H1a: Surface acting will be positively related to one's level of burnout. H1b: Deep acting will be negatively related to one's level of burnout.
Job commitment's role on the relationship between emotional labor and burnout
Similarly, according to COR, other resources (e g. social support) may compensate for the loss of resources in surface acting, and moderate employees' psychological conflicts, thereby reducing the possibility of burnout. Job commitment may be an important resource which can reduce employees' burnout. However, here job commitment may increase employees' burnout. Job commitment refers to employees' identity of their occupation, and the attitude of willing to pay. Generally, individuals with higher commitment tend to extend more effort, be more loyal to their career, and less feel like changing the current career. It's to say that they are more concerned about, and more willing to devote to their work. What as we known, in surface acting, employees usually need to conceal their true feelings, and "fake" the emotions in order to meet the working demands. Thus, they may experience more psychological conflict when they have to use "surface acting". This means much more mental resources consumption. In deep acting, employees experience less psychological conflict, and need not to consume much resource. In other words, the relationship between deep acting and burnout won't be influenced by the level of job commitment.
Consistent with the description above, it is expected that job commitment may influence the quality of using emotional labor, as well as the relationship between surface acting and burnout. First, employees with higher job commitment may choose more deep acting rather than surface acting in their daily work. The deep acting may bring less internal conflict, and this is just what they want. Second, at low levels of commitment, there will be little or no relationship of surface acting with burnout, while these relationships will be strong and positive at high levels of commitment. Thus, we predict:
H2a: Participants with higher job commitment will use more deep acting than those with lower job commitment.
H2b: There's no difference of surface acting use between participants with higher job commitment and those with lower commitment.
H3a: The relationship between surface acting and burnout will be strong when job commitment is high and weak when job commitment is low.
H3b: Job commitment won't influence the relationship between deep acting and burnout.
Emotional labor among different industries
Last, though emotional labor exists widely within the human service industries, rarely studies explored the differences of emotional labor among different industries (Brotheridge & Grandey, 2002) . Here, we want to know whether there is difference of emotional labor between teachers and sales employees. If the difference does exist, what it is? Prior to this, we had a raw interview with some participants, including 3 teachers and 4 sales employees. On the basis of interview, we believe that emotional labor between teachers and sales is different. Specifically, sales employees may use surface acting more often than teachers for different characters of their work. Compared with teaching, there's much more direct interaction in sales field. What's more, because of the difference between students and customers, sales employees may also be needed to use surface acting more often than teachers. Employees will choose to use surface acting when their true feelings are conflict with the needs of work. Under this situation, employees are compelled to choose surface acting. On the other hand, employees initiatively use deep acting to meet the mandated display rules. On this basis, we think that the use of deep acting is more related with employees' personal characters rather than external factors (e.g., occupational differences).
Thus, we predict the following: H4a: Sales employees use more surface acting than teachers. H4b: There's no significant difference between teachers' deep acting and sales employees'.
Method
Sample and Procedures
300 questionnaires were randomly distributed to teachers and sales come from 3 cities in China mainland (Wuhan, Shenzhen and Taishan), and 283 effective surveys were returned (94.33%). Respondents were consisted with 163 teachers and 120 sales. And 38.5% of respondents were men, the other 61.5% were females; working age less than 3 years 88, between 3 and 5 years 79, more than 5 years 116.
Measures
Emotional labor was measured with a 11-item scale developed from Xinmin Li(2006)'s Emotional labor survey of kindergarten teachers. The 6-item surface acting scale measures the extent to which individuals use surface acting in their daily work. The 5-item deep acting scale measures the extent to which they need to use deep acting. Participants responded to these measures by using scales anchored at 1 (strongly disagree) and 6 (strongly agree). Internal consistency reliabilities for these measures are α= .72 and α= .76 respectively in the current sample.
Job burnout was measured with the Maslach Burnout Inventory (MBI) (Maslach & Jackson, 1986 ), which was widely used to measure burnout of workers within service industries. It has 22 items to measure workers' burnout through three aspects: emotional exhaustion (9 items, alpha = .87), depersonalization (6 items, alpha = 0.77), and diminished personal accomplishment (7 items, alpha = .82). Participants responded to these measures by using a 5-point Likert-type scale (1=never, 5 = always).
Job commitment was measured a 6-item scale provided by Blau (1985) which was modified into China by Lirong Long (2002) . This scale just measures the whole level of participants' careers commitment. Respondents indicated the extent of their agreement using a 4-point scale ranging from 1(strongly disagree) to 4 (strongly agree). A high score represents a high level of job commitment. Alpha was .84.
Analysis
First, we used Independent-Sample T Test to analyze the differences of emotional labor between teachers and sales, in order to test hypothesis 5.
Then, Correlation-analysis was used to test hypothesis1 and hypothesis2. Last, hierarchical multiple regression was used to test hypothesis3, 4 and 5. with control variables (occupation, gender, work age) entered in the first step, two components of emotional labor (surface acting and deep acting) in the second step, job commitment in the third step, and the interaction between emotional labor and job commitment in the forth step. Here, the dependent variables are three components of job burnout.
In the analysis of hierarchical multiple regression, significance of the results was determined from the F test for R 2 change, adjusted for shrinkage, associated with the variable(s) added in the last step as well as significance of beta coefficients for hypothesized predictors. Table 1 shows the cell means, standard deviations, correlations, and reliabilities for all dependent variables used in this study. H1a predicted a positive interaction between surface acting and burnout. Results of Bivariate Correlations showed that surface acting was positively related with emotional exhaustion(r = 0.165, p<0.01) and depersonalization(r = 0.194, p<0.01), but not with diminished personal accomplishment(r = -0.089, p>0.05). H1b predicted a negative interaction between deep acting and burnout. And results showed that deep acting was negatively with all three components of burnout (Table 1) . Thus, H1a was verified, and H1b was partially verified.
Results
The results of descriptive statistics
We also find that both surface acting and deep acting are positively related with job commitment. In order to understand the relationships more profoundly, an Independent-Sample T Test was used. First, participants were divided into two different groups. Participants whose job commitment is higher than means 1 deviation were classified as higher group (n=36), and participants whose commitment is lower than means 1 deviation were classified as lower group (n=42). Results of Independent-Sample T Test were showed in Table2. Results showed that only deep acting's differences were significant (T=-3.49, p<0.01). Specifically, the higher group's deep acting was significantly higher than the lower group's. Thus, both H2a and H2b were verified. Table 3 provides the results of analysis. The results showed that only the differences of surface acting or depersonalization were significant. Specifically, both of teachers' level of surface acting and depersonalization are lower than sales employees'. At last, Independent-Sample T Test revealed that gender had no a significant main effect neither on emotional labor nor burnout. However, a one-way ANOVA revealed that work age had a main effect on both emotional exhaustion (F=5.22, p<0.01) and depersonalization (F=6.33, p<0.01). Results of Post Hoc Multiple Comparison were showed in Table 4 . And Figure 1 shows the means plot from which we can find that both levels of emotional exhaustion and depersonalization decline as working age increasing. Based on the results of Post Hoc Multiple Comparison above, we speculate that the first 3 to 4 years would be very important to employees. Perhaps, employees may extremely vulnerable to burnout during this period. This finding suggests that organizations should pay more attention to their employees with working age less than 4 years.
The results of Multiple Regression Analysis
On the basis of Bivariate Correlations Analysis, we may speculate that surface acting has positive impact on burnout, and deep acting has negative impact on burnout. Here, we used Multiple Regression Analysis to test the moderation of job commitment on the relationships between emotional labor (surface acting and deep acting) and burnout.
In the Multiple Regression Analysis, demographic variables (including gender, occupational types and working age) were brought into step 1, independent variables (including emotional labor and job commitment) were brought into step 2, and the interaction was brought into step 3. Results showed that job commitment only moderated the relationship between surface acting and depersonalization (Table  5) . It is to say that job commitment doesn't moderate the relationship between deep acting and burnout. Thus, H3b was verified.
In order to specify the moderate effect of job commitment, we divided participants into two groups according to their points on job commitment. Participants whose job commitment is higher than means 1 SD were classified as higher group, and those whose commitment is lower than means 1 SD were classified as lower group. Then, we drew figure 2 to specify the moderate effect of job commitment on the relationship between surface acting and depersonalization. Figure 3 clearly shows that there's no significant change as the points of surface acting change for participants with lower job commitment. However, for participants with high job commitment, their depersonalization will significantly increase as surface acting increasing. Thus, H3a was partially verified. 
Emotional labor among different occupations
In this research, we surveyed teachers and sales employees who come from two different occupations. We found that teachers used less surface acting in work and reported lower depersonalization than sales employees (Table 3) . This was consistent with previous research (Wharton, 1993; Wharton & Erickson, 1995) . Some researchers considered that employees caring for others (e.g., nurse and child care) may be intrinsically motivated to be genuine and truly care about their patients/clients (Hackman & Oldham, 1976; Hawthorne & Yurkovich, 1994) . Thus, these people will tend to perform less surface acting in their work. Similarly, comparing with sales employees, teachers who interact with children will tend to perform less surface acting. Compared with other occupations within the human service industry, teachers' work is not directly for money. As a special occupation, teachers have been given a high social responsibility, which asks teachers to internalize teaching as a part of their own. However, sales employees interact with customers only for success of business, without special social responsibility, so sales employees can more easily use surface acting in their work than teachers. Grandey (2000) suggested that surface acting (e.g., faking, putting on a "mask") and deep acting (e.g., changing internal feeling states) have different patterns of relationships. Both results of Bivariate Correlation Analysis and Multiple Regression Analysis showed that surface acting can positively predict emotion exhaustion and depersonalization (Table 1 and Table 5 ). It is to say that surface acting may bring negative impact on employees. First, the more employees use surface acting, the more they reported been emotional exhaustion. This was consistent with COR theory. In surface acting, employees usually need to conceal their true feelings and fake emotions which work demands. This means that they will easily experience mental conflict with much mental resource consuming. Hochschild (1983) argued that acting inauthentic over time may result in feeling detached not only from one's true feelings but also from other people's feelings, suggesting a relationship with the dimension of depersonalization. Grandey (2000) also suggested that surface acting can be seen as a way of detaching from others while at work. In other words, if anyone usually use surface acting in his/her work, he/she will also tend to fake emotions when interact with others. From Table 3 , we also found that teachers reported less depersonalization than sales employees. Maybe one important reason is that teachers use less surface acting than sales employees in work.
Emotional labor as predictor of burnout
Compared with surface acting, deep acting was a negative predictor of burnout (Table 1 and Table 5 ). Deep acting needs employees to focus on their internal experience, and actively adjust emotional expression to meet organizational requirements. It is to say that employees' emotional expression and internal experience were consistent when they use deep acting. According to COR theory, deep acting means gaining mental resources. Then these resources will help employees alleviate mental stress. Thus, the more employees use deep acting, the less they reported burnout. This finding also supported Ashforth and Humphrey's (1993) argument that only sincere expressions have beneficial outcomes for employees.
The moderate effect of job commitment on the relationship between emotional labor and burnout
Testing the moderate role of job commitment was an important goal of this study. Results showed that job commitment moderate the relationship between surface acting and depersonalization (Table 5) . For employees whose job commitment was low, the relationship between surface and depersonalization was weak; and this relationship was strong for whom with high commitment. As what has been discussed before, employees with high job commitment tend to invest more in work. At the same time, they expected more gain from work, not only the material reward but also the mental reward, such as personal accomplishment. Surface acting in work usually means employees have to conceal their true emotions. And it is also means employees are forced to yield. Thus, for employees with higher job commitment, if needed to frequently use surface acting in work, they may more easily feel frustration and numb. They may experience imbalance. Thus, they need to release themselves by abreaction. As time past, they may experience tired in work, too. So they may also be tired to the clients or colleagues whom they interact with in work. This means they will experience higher depersonalization. This finding was consistent with what Grandey (2000) suggested that the more employees reported faking their emotional expressions at work, the more they also reported distancing themselves from customers and treating them as objects.
By this token, surface acting would bring more negative impacts to employees who are high commitment in their career/job. This study also found that employees with high job commitment tend to use more deep acting in work (Table 2) . It is to say that employees may actively adjust themselves in order to decrease the negative impact of surface acting. Choosing to use more deep acting may be an effective way.
Limitations and implications
Doubtlessly, our study has a few limitations that should be considered in interpreting the findings. First, two different occupations were surveyed in the current study. The results found some differences between teachers and sales employees. More and more researchers are aware of specific occupations in emotional labor with specificity. In another word, the more specific the samples are, the more valuable of the conclusion to be applied into practice. Another sample related limitation was that the sample size is not large enough. Although we made a lot of effort in data collection, finally only 300 valid questionnaires were received which was not a desired large number. Third, because our data were collected at one point in time, causal inferences are inappropriate.
However, the present study suggests some intriguing and practical implications for both management practices and future research.
Specifically, surface acting could have negative impact on employees, but deep acting could have positive impact on employees. Results of the current study gave support for this suggestion. Compared with surface acting, deep acting is a better emotion regulation strategy which can reduce burnout. Thus, organizations in services industry should pay attention to the training of deep acting strategy. For example, organizations can train employees how to change the cognition and evaluation of emotional demands in work. Grandy (1999) suggested that changing the cognition and evaluation of emotional demands can effectively reduce the impact of negative emotions.
Our study also tested the moderate effect of job commitment on the relationship between surface acting and depersonalization. It means that employees with higher job commitment may have worse emotional state. In order to achieve better performance, they have to compromises through suppressing their true feelings. This will bring them with psychological pressure and discomfort. It hints that both researchers and organizations should pay more attention to job commitment when exploring the relationship between emotional labor and burnout.
Conclusions
(1) Surface acting can positively predict exhaustion and depersonalization, while deep acting negatively predict all three components of burnout.
(2) Employees with higher job commitment tend to use more deep acting in work than those with lower job commitment.
(3) Job commitment can moderate the relationship between surface acting and depersonalization. The relationship will be strong while job commitment is high, and will be weak while job commitment is low.
(4) Compared with teachers, sales employees tend to use more surface acting in work. M2-Enter with the independent variables and moderator in step 2; M3-Enter with the interactions between independent variables and moderator in step 3.
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